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Abstrak 
E-kerajaan telah menarik perhatian secara global sejak ia diperluaskan dalam 
perkhidmatan awam melalui penggunaan teknologi maklumat dan komunikasi (ICT). 
Ia memberi akses kepada maklumat, meningkatkan ketelusan dan kecekapan. 
Kebanyakan kerajaan berminat untuk melaksanakan inisiatif e-kerajaan yang jaya. 
Walau bagaimanapun, pelaksanaan e-kerajaan bukanlah satu tugas yang mudah 
kerana negara membangun tidak dapat melaksanakan model e-kerajaan sedia ada 
yang sebahagian besarnya dibangunkan dalam konteks negara maju.Terdapat bukti  
yang menunjukkan kebanyakan projek e-kerajaan di negara membangun seperti 
Jordan mengalami masalah selepas fasa perlaksanaan. Oleh yang demikian, objektif 
kajian ini adalah untuk membangunkan  model pelaksanaan e-kerajaan bagi sektor 
awam di Jordan. Dalam kajian ini, data telah dikumpul melalui temubual tidak 
berstruktur. Tiga puluh orang responden yang terlibat dalam projek e-kerajaan 
seperti pengurus, pengurus besar dan pembuat keputusan dari peringkat lain telah 
dipilih daripada tiga kementerian di Jordan iaitu Kementerian Teknologi Maklumat 
dan Komunikasi, Kementerian Pendidikan dan Kementerian Buruh. Faktor  kejayaan 
awalan untuk pelaksanaan e-kerajaan di Jordan telah dikenal pasti dan dianalisis 
secara kualitatif. Teknik Delphi juga digunakan untuk menentukan dan mengesahkan 
faktor kejayaan kritikal (CSFs). Sebuah model inisiatif e-kerajaan Ali, Syazwan & 
Ruzaini yang baru telah dibangunkan dalam kajian ini. Model ini mempunyai empat 
peringkat: (1) kemunculan dan penyebaran maklumat; (2) komunikasi dua hala; (3) 
integrasi dan (4) E-demokrasi. Dapatan kajian juga telah mengenalpasti tujuh CSF 
yang perlu diambil kira untuk melaksanakan model ini, iaitu sokongan pengurusan 
atasan, visi dan strategi, pembiayaan, infrastruktur teknologi maklumat (IT), 
keberkesanan penggunaan komputer, kesedaran dan penolakan terhadap perubahan. 
Kajian ini menyumbang kepada bidang pengetahuan dalam Teori Teknikal Social 
yang membawa kepada pembangunan  model inisiatif e-kerajaan bagi sektor awam 
di Jordan. Data empirik dari kajian ini boleh memberi input kepada agensi kerajaan 
untuk merancang, mereka bentuk dan melaksanakan projek ICT pada masa hadapan 
di Jordan. 
 
Kata Kunci: E-kerajaan, Model Inisiatif  E-kerajaan, Faktor Kejayaan Kritikal, 
Teknik Delphi. 
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Abstract 
E-government has become a global interest since it extended the public services 
through information communication technology (ICT) to allow access to 
information, improve transparency and efficiency. Many governments are interested 
to implement successful e-government initiatives. However, e-government 
implementation is not a simple task since the developing countries cannot directly 
adopt the implementation of e-government model which is mainly built in the 
context of developed countries. Previous studies have shown that many e-
government projects in developing countries, like Jordan have encountered various 
problems after implementation phase. Hence, the objective of this study is to develop 
an e-government initiative model for the public sector in Jordan. In this study, 
unstructured interviews were conducted as a method for collecting the data. Thirty 
respondents involved in e-government projects such as managers, general managers 
and other levels of decision makers were selected from three Jordanian ministries 
namely the Ministry of Information and Communication Technology, Ministry of 
Education and Ministry of Labour.  The initial success factors for e-government 
initiatives in Jordan were identified and analyzed qualitatively. Delphi technique was 
also used to determine and validate the critical success factors (CSFs). Ultimately, a 
novel Ali, Syazwan & Ruzaini’s e-government initiatives model for has been 
developed in this research. The model has four stages: (1) Emerging and Information 
Dissemination; (2) Two-Way Communication; (3) Integration and (4) E-democracy. 
The findings also revealed seven CSFs that should be taken into account to 
implement the e-government model which include top management support, vision 
and strategy, funding, information technology (IT) infrastructure, user computer 
efficacy, awareness and resistance to change. This study contributes to the body of 
knowledge in Socio Technical Theory (STT) toward the development of e-
government initiatives model for public sector in Jordan. The empirical data from the 
study may provide input for government agencies to plan, design and implement 
future ICT projects in Jordan. 
 
Keywords: E-government, E-government Initiatives Model, Critical Success Factors 
(CSF), Delphi Technique. 
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CHAPTER ONE 
INTRODUCTION 
This chapter describes the broad overview and explains the purpose of the study. 
This chapter is divided into several sections which begin with an overview of the 
research background, problem statement, research questions and research objectives. 
In addition, the explanation on the research scope, research strategy, research 
contributions and the overall thesis organization has been provided, which assist in 
understanding the research groundwork. 
1.1 Background 
The rapid developments in ICT have a profound impact on organizations, 
governments and society. It also has promoted emerging fields such as e-commerce, 
e-learning, e-health and e-government as a way to disseminate information to public. 
E-government is one of interesting ICT applications which has been identified to be 
an important field of research (Alshehri & Drew, 2010). E-government can be 
defined as the use of ICT, especially Internet-based applications, phones, and other 
digital means to deliver e-government services (Basu, 2004; Rahman, 2007). 
The World Bank (2011) on the other hand has defined e-government as: 
“The use of information technologies (such as Wide Area Networks, 
the Internet, and mobile computing) by government agencies has the 
ability to transform relations with citizens, businesses, and other arms 
of government. These technologies can serve a variety of different 
ends: better delivery of government services to citizens, improved 
interactions with business and industry, citizen empowerment through 
access to information, or more efficient government management. The 
resulting benefits can be less corruption, increased transparency, 
greater convenience, revenue growth, and/or cost reductions". 
The contents of 
the thesis is for 
internal user 
only 
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